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Developing inventories for satisfaction and Likert scales in a service environment
Introduction
Researchers and managers in services marketing are often concerned with assessing customer satisfaction and opinions (Bearden, Malhotra and Uscátequi, 1998) . When developing questions to assess satisfaction it has been strongly suggested that the end points of preference response scales should be words or phrases that denote bi-polar extremes, and that all anchoring points should be suitably spaced along the semantic continuum connecting the end points (Jones and Thurstone, 1955) . Jones and Thurstone (1955) further express the need to investigate the semantic properties of commonly used scale point descriptors to make sure that they possess the above properties and also carry meaning that is as clear as possible to subjects that represent the researcher's population of interest. Further, knowing the exact scale value of each scale point descriptor is of importance when constructing successive-interval type of scales. Consequently, Jones and Thurstone (1955) examine the semantic meanings, to respondents, of 51 scale point descriptors using 9-point scales and subsequently present the research community with a listing of words and phrases that range from those expressing "greatest like" to those conveying the "greatest dislike." That is, the authors succeed in constructing a "continuum of meaning" that ranges from the end points "best of all" to its bi-polar extreme "despise" (p.33), and further provide future researchers with both the scale value and standard deviation of each of the tested words and phrases.
Similarly, Myers and Warner (1968) argue that the construction of accurate and meaningful scales requires that researchers comprehend the psychological meaning, to the respondent, of scale point descriptors. These authors further assert that quantitative measurement of the meanings of commonly used scale point descriptors would allow researchers to develop equal interval scales that are desirable for subsequent statistical analyses of data sets.
Accordingly, Myers and Warner (1968) Similar studies have been conducted by Bartram and Yelding (1973) , Vidali (1975) , Wildt and Mazis (1978) , and the findings indicate that inventory scale values such as provided by Jones and Thurstone (1955) and Myers and Warner (1968) "are surprisingly consistent among very diverse groups of people," "can be used with a high degree of confidence," and are "likely to provide psychological scales that are virtually equi-distant" (Vidali, 1975, p.25) .
Considering, however, that languages change over time (Graddol, 2004; Yang, 2000) , and no recent inventories are available, the purpose of the present study is to produce a current inventory containing commonly used scale point descriptors and their respective mean scale values and standard deviations. Since the present study focuses on two types of scales that are frequently used in service environments, namely Likert and satisfaction scales, the major contribution of this study is to provide researchers with quantitative measurement of the meanings of commonly used scale point descriptors, which as pointed out by Myers and Warner (1968) will make possible the development of equal interval scales and thus aid statistical analyses of data sets.
Methods
The goal of the present research was to develop inventories for two types of frequently used response scales, namely satisfaction and Likert scales. A review of the literature focused on locating commonly used scale point descriptors for both types of scales (see Tables 1 and 2 ).
Given that that there is considerable overlap of scale point descriptors, a final number of 39 satisfaction items and 19 agreement items was chosen and tested.
[INSERT TABLES 1 AND 2 HERE]
The data collection followed the method first outlined by Jones and Thurstone (1955) .
Accordingly, all satisfaction scale point descriptors were treated as items on nine-point scales (from -4 to +4). Each scale was anchored to the left by "greatest dislike," its midpoint by "neither like nor dislike," and to the right by "greatest like" (see Table 3 for the instructions given to respondents). The procedure for the Likert scale point descriptors was similar, except that the left-hand anchor read "greatest disagreement," the scale midpoint "neither agree nor disagree," and the right-hand anchor "greatest agreement." For each of the scale point descriptors, respondents were asked to place a check mark in the space on the nine-point scale that best described the meaning of the respective scale point descriptor.
[INSERT 
Data analysis and results
The mean value and the standard deviation were calculated for each of the scale point descriptors (Tables 4 and 5 ). Interestingly, even though only six of the items that had been tested by Jones and Thurstone (1955) were included in the list of satisfaction scale descriptors, the semantic meanings of those six have changed very little over the years (see Table 4 ).
[INSERT TABLES 4 AND 5 HERE]
Discussion and conclusion
The current study examines the semantic properties of commonly used scale point descriptors for both satisfaction and agreement scales, and subsequently provides inventories of mean values and standard deviations for these scale point descriptors to be used by researchers.
Knowing a scale point descriptor's mean value makes it possible to construct successive interval and/or equal interval scales that support meaningful statistical analyses and interpretation.
Although the current study manages to overcome some of the limitations pointed out by Myers and Warner (1968) -namely the use of relatively small samples that are not national in scope and are not random in kind -one limitation of the current study that future research should 7 investigate is the limitation that might arise due to the chosen product context. It is conceivable that scale point descriptor inventories developed within the context of health insurance might not be valid in other product contexts. However, even as we point to this limitation, Mittelstaedt (1971, p. 236) , who compares three different studies that focused on building scale point descriptor inventories, helps us argue that the product context used to develop an inventory is not very likely to impact the usefulness of that inventory in other product contexts: "In spite of differences in time, place, subjects, instruments, instructions, referents and the contextual differences which may arise from using widely different arrays of stimuli, the correspondence among the scale values of the three studies seems remarkable." 
Example I
Suppose you heard a person say that he/she "barely liked" his/her health insurance plan. You would probably decide that he/she likes it only a little. To show the meaning of the phrase "barely like," you would probably check under +1 on the scale below. Jones and Thurstone (1955) inventoried the scale point descriptors excellent (mean = 3.71, std dev = 1.01); very good (mean = 2.56, std dev = .87); good (mean = 1.91, std dev = .76); fair (mean = .78, std dev = .47); neutral (mean = .02, std dev = .18); poor (mean = -1.55, std dev = .87) 
